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Salah satu divisi dalam suatu perusahaan yang cukup penting dalam membangun 
sebuah relasi dengan konsumen ialah customer service. DalamKerjaPraktikini, akan 
dibahas mengenai peran Customer Service PT Indonesia Air Asia Tbk Cabang 
Surabaya Timur dalam membangun sebuah relasi dengan konsumen. Pelayanan yang 
diberikan menentukan kepuasan konsumen itu sendiri. Apalagi kepuasan konsumen 
menjadi penentu dalam peningkatan penjualan suatu perusahaan. Maka dari itu 
prioritas utama perusahaan ialah konsumen dan kepuasan yang didapat melalui 
pelayanan dari customer service. Disinilah peran aktif customer service dimana dalam 
membangun sebuah customer relations ,maka pelayanan yang diberikan harus 
































One of the divisions in a company that is quite important in building a relationship 
with consumers is customer service. In this Practical Work, we will discuss the role of 
Customer Service PT Indonesia Air Asia Tbk East Surabaya Branch in building a relationship 
with consumers. The services provided determine customer satisfaction itself. Moreover, 
customer satisfaction is a determinant in increasing sales of a company. Therefore, the 
company's main priority is the customer and satisfaction obtained through the service of 
customer service. This is where the active role of customer service is where in building a 
customer relations, the services provided must provide comfort for potential customers. 
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